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Abstract 
 
 
PT Armada  Finance is one of the companies engaged in the financing 
industry. Amid the intense competition the company needs to improve its relationship 
with customers. The research goal is the analysis and design of E-CRM on PT 
Armada Finance. The method used is business processes analysis, Porter five forces 
analysis, strategic planning analysis consists of the analysis of external and internal 
Faktors, SWOT, IE, QSPM, and conjoint analysis on the customer interfaces using 
methods 7C Framework (context, content, community, customization , 
communication, connection, and commerce.). The E-CRM using an object-based 
design approach (OOAD). E-CRM design results in accordance with PT Armada 
Finance strategy based on SWOT strategy formulation, IE and QSPM. The E-CRM 
PT Armada Finance based OOAD concepts consist of activity diagrams, use case 
diagrams, use case description, domain class diagrams, sequence diagrams, and 
user interface. 
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Abstrak 
 
 
PT Armada Finance merupakan salah satu perusahaan yang bergerak di 
industri pembiayaan. Ditengah ketatnya persaingan perusahaan perlu meningkatkan 
hubungannya dengan pelanggan. Tujuan Penelitian adalah analisis dan perancangan 
E-CRM pada PT Armada Finance. Metode penelitian yang digunakan adalah 
Analisis proses bisnis berjalan menggunakan activity diagram, analisis lima kekuatan 
porter, analisis perencanaan strategis terdiri atas EFE, IFE, SWOT, IE, QSPM, dan 
analisis Konjoin pada antarmuka pelanggan menggunakan metode 7C Framework 
(context, content, community, customization, communication, connection, dan 
commerce.) Perancangan E-CRM menggunakan pendekatan desain berbasis objek 
(OOAD). Hasil perancangan E-CRM sesuai dengan strategi PT Armada Finance 
berdasarkan perumusan strategi SWOT, IE dan QSPM. Perancangan E-CRM di PT 
Armada Finance berdasarkan konsep OOAD terdiri dari activity diagram, use case 
diagram, use case description, domain class diagram, sequence diagram, dan user 
interface. 
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